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What if Amazon Ran Healthcare?

Amy Compton-Phillips, MD
Providence St. Joseph Health
December 11, 2018

Göran Henriks
Jönköpings, Sweden

Predict the Future
Shopping in 5 years:

Healthcare

• How so you want to buy things?
• How do you want to pay?
• What hassles would drive you
away from a favored store?
• What would make you a loyal
customer?

• How do stay healthy? Get help when
you’re sick?
• How do you want to navigate the
system??
• What would make you seek out(or
avoid) a caregiver?

We overestimate the change that will
occur in the next two years and
underestimate the change that will
happen in the next ten.
- Bill Gates

Exercise:
Predict the Future of your healthcare
1,2,4, all
For 2 minutes, think on your own
For 5 minutes, discuss with one other person
For 5 minutes, discuss with a group of 4
Popcorn report out

Amazon Looking Backward Press Release
• Heading - Name the product in a way your target customers will understand.
• Sub-Heading - Describe who the market for the product is and what benefit they get. One sentence
only underneath the title.
• Summary - Give a summary of the product and the benefit. Assume the reader will not read anything
else so make this paragraph good.
• Problem - Describe the problem your product solves.
• Solution - Describe how your product elegantly solves the problem.
• Quote from You - A quote from a spokesperson in your company.
• How to Get Started - Describe how easy it is to get started.
• Customer Quote - Provide a quote from a hypothetical customer that describes how they
experienced the benefit.
• Closing and Call to Action - Wrap it up and give pointers where the reader should go next.
https://www.quora.com/What-is-Amazons-approach-to-product-development-and-product-management

Exercise:
Write a press release about
healthcare for 10 years from now
Work in groups of 4
Paragraph or two
Have a couple read them out loud, others post on the wall

How to create that future?
• Mission – Why we exist
• Vision – What we will create
• Values – How we act along the way
• Leadership to navigate the journey

• The Everything store
• Day 1 Thinking
• Leadership Principles:
• Focus on the Long Term
• True Customer Obsession
• High Velocity Decision Making
• Empower People

Region Jönköpings Iän

Version 2017-02-16

Our success is measured in lives and health

Region Jönköpings Iän

Can we continue to do what we always have
done?
The hardest is not to
make people accept
new ideas but having
them abandon the old
-John Maynard Keynes

1968

All service...at some level...is produced
by professionals and those who receive the benefit.

Region Jönköpings Iän

• Co learning
• Co llaborating
• Co creating
• Co nnectivity

Region Jönköpings Iän

Autonomy and authority

Gadamer´s definition –
Health is ”that you in joy can
be occupied with your own
life tasks”.

Mission
As expressions of God’s healing love, witnessed through the
ministry of Jesus, we are steadfast in serving all, especially
those that are poor and vulnerable.

Providence St. Joseph Health

Vision
Health for a Better World

Values
• Compassion
• Dignity
• Justice
• Excellence

• Integrity

Promise
Know me, Care for me, Ease my Way
Providence St. Joseph Health

Exercise:
To get to your press release vision in
the next decade, create your Mission,
vision and values
Work in groups of 4 for 10 minutes
Put Post its on your press release
Ask a few groups to report out

Leadership is the capacity to translate
vision into reality
- Warren Bennis

Amazon Leadership Principles:
• Customer Obsession
• Ownership
• Invent and Simplify
• Are right, a lot
• Learn and be Curious
• Hire and Develop the best
• Insist on the highest
standards

• Think Big
• Bias for Action
• Frugality
• Earn Trust
• Dive Deep
• Have backbone: Disagree and
Commit
• Deliver Results
https://www.amazon.jobs/en-gb/principles

Solve for
the job to
be done

20

Customer Obsession:

Remove Friction – Make it Easy

22

Exercise:
To get to your press release vision in
the next decade, how could you
change to radical customer focus?
Working in your group that developed the press release,
Draw an idealized health and/or healthcare journey,
Share what three steps you would start with to transform the person-centricity

Amazon Leadership Principles:
• Customer Obsession
• Ownership
• Invent and Simplify
• Are right, a lot
• Learn and be Curious
• Hire and Develop the best
• Insist on the highest
standards

• Think Big
• Bias for Action
• Frugality
• Earn Trust
• Dive Deep
• Have backbone: Disagree and
Commit
• Deliver Results
https://www.amazon.jobs/en-gb/principles

Utvecklade processmodeller

Myron´s maxims
• People own what they create.
• Real change take place in real work.
• The people that do the work do the change.
• Start anywhere but follow it everywhere.
• Keep connecting the system to itself.
• The process we use to get to the future determines
the future we get.
http://www.heartoftheart.org/?p=1196

Health café
Resources
Living
library

Volunteers

Meeting places
Self help
groups

Storytellers

Learning
café

Health
coaches
180906

Heart´s
house

Recovery

Exercise:
What should your
system’s mechanism to
build process reliability
be?

How will you build a
sense of ownership,
delivering health all the
way to the last mile?

Amazon Leadership Principles:
• Customer Obsession
• Ownership
• Invent and Simplify
• Are right, a lot
• Learn and be Curious
• Hire and Develop the best
• Insist on the highest
standards

• Think Big
• Bias for Action
• Frugality
• Earn Trust
• Dive Deep
• Have backbone: Disagree and
Commit
• Deliver Results
https://www.amazon.jobs/en-gb/principles

Exercise:
How would your assigned leadership
principle transform healthcare?
How would it transform your job?
Your organization?
Have cards on tables assigning an attribute to groups of 2 (or 4). Do 1,2,4,8
Share amongst the groups
Share insights from groups centrally

Insight Disco

